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ooen COMMONWEALTH OF PENNSYLVANIA N REPLY PLEASE
Puc PENNSYLVANIA PUBLIC UTILITY COMMISSION REFERTO OUR FLe
e P.O. BOX 3265, HARRISBURG, PA 17105-3265 M-00900239

June 29, 2010

MARLENE H DORTCH

OFFICE OF THE SECRETARY

FEDERAL COMMUNICATIONS COMMISSION
445 12™ STREET SW

ROOM TW-B204

WASHINGTON DC 20554

Re:  FCC CG Docket No. 03-123
DA 10-1090
Submission of Pennsylvania’s 2010 TRS Annual Consumer Complaint Log
Summary for thel2-month period ending May 31, 2010

Dear Ms. Dortch:

In accordance with 47 CFR § 64.604 (c)(1), please find enclosed for filing in the above-
captioned docket an original and four (4) copies of the annual consumer complaint log summaries for
the Pennsylvania Telecommunication Relay Service (TRS) for the 12-month period ending May 31,
2010. AT&T Relay Services is Pennsylvania’s traditional TRS and STS provider, and Hamilton
Telecommunications is Pennsylvania’s captioned telephone voice-carry-over relay service (CTRS)
provider. The providers have maintained the consumer complaints logs and have prepared the
enclosed complaint log summaries. These logs cover all complaints to the service providers. The
Pennsylvania Public Utility Commission’s Bureau of Consumer Services has no registered TRS or
CTRS complaints for this report period.

If you have any questions or need additional information, please contact Eric Van Jeschke at
(717) 783-3850 or ejeschke @state.pa.us.

incerely,

Rosemiary Chiavetta
Secretary

cc: Elaine McDonald, FUS
Kathleen Aunkst, Secretary’s Bureau
Eric Van Jeschke, PUC FUS
Louise Fink Smith, PUC LAW
Arlene Alexander, (e-mail copy only)

Enclosures
Original and 4 copies



AT&T RELAY SERVICES
PENNSYLVANIA RELAY

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010
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AT&T RELAY SERVICES
PENNSYLVANIA

2010 ANNUAL SUMMARY OF CONSUMER COMPLAINTS
June 1, 2009 through May 31, 2010
Complaint Summary by Category

Transparency
Confidantiallty
Verbatim
Typing Issues
In Call Replacement
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PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2009 — MAY 2010

JUNE 2009 — Nothing to report
JULY 2009

TTY July 2,2009

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly,

Contact Closed: July 2, 2009

AUGUST 2009- Nothing to report
SEPTEMBER 2009 - Nothing to report
OCTOBER 2009 — Nothing to report
NOVEMBER 2009~ Nothing to report
DECEMBER 2009~ Nothing to report
JANUARY 2010 |

Voice January 14,2010

The customer complained he/she had difficulty reaching the relay service.

Category: Answer/Wait Time

Escalation: Received by the Pennsylvania Relay Center and handled by the same. '
Resolution: Apologized for the customer's inconvenience. Referred to technical team for review.
Contact Closed: January 14, 2010 ‘

FCC: Answer Performance

FEBRUARY 2010~ Nothing to report
MARCH 2010 '

TTY March 18,2010

The customer complained the CA had not relayed the call verbatim.

Category: Other (CA/OPR)

Escalation: Received by the National Customer Care Center and handled by the same.
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.

Contact Closed: March 18,2010

FCC: Verbatim

PA-FCC2010.docx 6/17/2010



PENNSYLVANIA RELAY SERVICE
ANNUAL CONSUMER COMPLAINTS SUMMARY
JUNE 2009 — MAY 2010

APRIL 2010

TTY Aprill6,2010

The customer complained the CA did not remain transparent.

Category: Other (CA/OPR)

Escalation: Received by the Pennsylvania Relay Center and handled by the National Customer

Care Center. .
Resolution: Apologized for the inconvenience, and assured the customer the CA's manager
would follow up accordingly.

Contact Closed: April 19, 2010

FCC: Transparency

MAY 2010— Nothing to report

PA-FCC2010.docx 6/17/2010



Pennsylvania CTRS 2010 FCC Complaint Report

6/1/09 to 5/31/10

Captel--Complaints

Inquire Date 10/7/2009

Record ID 20197

Call Taken By Customer Service Rep
CA Number

Responded By Tina

Response Date 10/7/2009

Resolution Date 10/7/2009

Customer inquired if requested CapTel information had been mailed.

Customer Service verified that the information had been mailed and
explained that if it was not received in the next few days to contact
Customer Service. Customer understood.

Captel--Complaints

Inquire Date 1/25/2010
Record ID 20747

Call Taken By Operations Mgr
CA Number

Responded By Diane

Response Date 1/25/2010
Resolution Date 1/25/2010

Customer stated that when placing a call through CapTel they receive
a bill for long distance and the call should not be long distance.

Assistant Operations Manager verified the number the customer was
dialing and stated that because of adding the "1" plus 10 digits that
this could be why it is billing for long distance, but directed customer
to CapTel for follow up. Assistant Operations Manager put customer
in touch with CapTel customer service to resolve the issue.

External Complaints--Miscellaneous

Inquire Date 3/17/2010

Record ID 20973

Call Taken By Customer Service Rep
CA Number

Responded By Tina

Response Date 3/17/2010

Resolution Date 3/17/2010

Customer stated that they have a second line for their CapTel device
but they are now receiving calls on that line that are from
telemarketers. Customer inquired what they could do to stop those
calls.

Customer Service apologized and stated that the second line is the
same as any other phone line and if they are receiving telemarketer
calls on this line they can register the line with the national do not call
list and also may contact their provider to set the phone as unlisted.
Customer understood.




PA PUC Docket No, M-2010-2182387

Tracking # Date of Time of Call Agency State Agent# Category# Nature of Complaint  Explanation of Resolution or Status Date Resolved Rep.
Complaint Program of Complaint {nitials

1233836/8/2008  |2:25.00 PM Product Dialing/Setup - Call Waiting Advised customer to detete mistaken Call Waiting block code. |6/8/2009 3:16:00
. PM
12439016/12/2008  §4:00:00 PM Technical  §NA 122080 Captions - stop in middle of investigated malter and found isotated incident idenmng thers8/12/2009 4:30:00|MF
M

calf was an issue at the CA's workstation, thus causing ihe modemyP
. connection o drop and captions to stop in the middle of the call
CS Rap followad up with customer to inform them of this findin
and apologized for this experience.

1255656/1812009  [4:00:00 PM Product NA 33070 Dialing/Selup - Dialing |Advised proper programming of dialing prefix for outbound  [6/18/2008 4:15:00{EY
Prefix [captioned calling.

1286400 71/12008 _ §10:30:00 AM [Froduct NA 33110 Diafing 1ssue - Using PulsejAdvisad customer to change phone setfing from tone to pulse.{7/7/2009 10:40,00|EY
instead of Tons dialing or |This rasolved custorer's experience. AM

e Tone Instead of Pulse —
129502§7/13/2008  9:45:00 AM Praduct NA 33080 Dialing Issue - Can'tdial |Advised customer to um off 2-Line mode in the menu of the  {7/13/2009 KW
. out in ception mode CapTel phone because customer uses one phona linewith  10:20:00 AM
CapTel. C i this d 's exp
129854{7/14/2009  [8:20:00 AM kervice NA 11030 Accuracy of captions Customer noted a captioned call where a phantom word 71472009 8:45:00]JR
. {appeared at the end of the tion. CS Rep apol d for]AM

{incldence and thanked customer for bringing her experience tg
“Jour attention, Call detall was shared with Call Center
management for follow up with the CA by the CA's supervisor.

T30504]7/1772008  |8:45:00 AM Servica NA 11030 Accuracy of capfions Customer shanad y of caplions, and |7/17/2009 8:56:00{JG
provided speGific call data, CS Rep apologtzed forincidence |[AM
and thanked customer for the feedback. Calj detall was share
with Call Center management for follow up with the CA by the
CA's supervisor.
1306637/17/2009  [11:16:00 AM Technical JNA 22980 Technical - General The Captel Service recording that prompts the caller to enter [7/17/2008 IsT

the number they wan! to dial was temporarily out of order, thug11:20:00 AM
the caller did not know when to enter the number they were
calling. CSR advised customer to anter the number they wisheg
to call after a § second pause. Technical support then reset
equipment resolving the issue completely.

13202087/2472008  }8:15:00 AM {Praduct NA 33060 Dialing/Setup - Call WaitindAdvisad customer of proper programming of Cali Waiting bloci 7/24/2009 9:30:00]MF
for successful oulbound capnoned oalllng Confirmed this AM
adjustment resol 0
Praduct NA 33070 DIaIIn§l§etup - Dialing Advised propar programming of dlaling prefix for outbound  §7/27/2009 1:55:00{ST
Prefix captioned calling. PM
TProduct  INA 133670 Dialing/Satup - Diaing [ Advisad proper programiming of dlaling prof for outbound  [B/1B2009 2:36:00 R
Prefix {captioned calling. C d this adj PM .
customar’s experisnce.
141564]9/14/2009  ]9:55:00 AM Technical [NA 22030 Caplions - stop in middie of Caller idantfisd spacific captioned call that captions stopped ir]9/14/2009 MF
call the middle of. Further investigation found that CA #6051 laggafi 2:30:00 PM

multiple issues in a trouble ticket on the call, Throughout the call
the CA noted audio difficuilies. CSR shared this with the
customer and advised that should they ever experiance
difficully like this again, they have the abifity to tum captions o
and back on during a 2-Line calf to establish a new connection
with the caplioning service while the other party remains
connectod on Line 1, Caller satisfied,

10:30:00 AM Product NA 33110 Dialing Issue - Using PulsejAdvised customer ta change phone setting from tone to pulse. [9/14/2009
. : {instead of Tona or Tone
11:00:00 AM Product NA 35110 Digling Issue - Using Pulse]Advised customer to change phone setting from tone to pulse.{9/14/2009

msleado{ToneorTone This resol T'S eXf




. PA PUC Docket No. M-2010-2182387

a Date o o Age Ag qo of Comp on of Resolution o Date Resolved Rep
c Prog 0 o
1419359/15/2009  11:00:00 PM Product NA 33110 Dialing lssue - Using PulsefAdvised customer to change phone setting from tone o pulsa. {9/1522008 1:15:00]JR
instead of Tone or Tone | This resolved customer's experience. PM
143030,9/18/2009  |2.05:00 FM Technical  [NA 72030 Captions - slop in middle ofCustomer Identified specific calf where captions sesmed 1o stal9/21/2009 1;15:00[MF
call and stop throughout. CSR further investigated the calland  |PM
found no trouble to cause thig sxperenca. CSR sent
Iatter explaining this and encouraged customer to documsnt
date, time, and CA# details of any specific calls where issues
are experienced. Advised cuslomer that the experience may
have been due to the audio on the call pausing throughout.
1437 25J0124/2008  11:00:00 AM Product NA 33060 Digling/Setup - Call Wailing Adwsed customer to delets mlstakan Call Waiting bluck code. |9/24/2000 MP
this adjust 'S exp 11:10:00 AM
149591 1012772008 ] 1:45:00 PM Product NA 33060 Digling Issue « Can'tdial  [Daughter called in {not at CapTel's location) saying customer i§10/27/2009 15
out in caption mode having difficulties making outgoing calls. Daughter wanted to d4:55:00 PM
further toubleshocting while at r's house o ensure that
ion is done without frustration since she Is
concemed that customer would not be eble handle
bl g on her own if the CapTel is not working.
Customer is now able to succassiully make caplioned calls.
Dlaling records show soma misdialing.
150822]11/3/2009  {11:156:00 AM Praduct NA 33110 Dialing Issue - Using Pulse|Advised cus(omer to change phona setting from tone to pulse. [11/3/2009 RC
instead of Tone or Tone  |This t s 8xy 11:20:00 AM
T51626{11/6/2008 _|12:45.00 FM Product NA 33110 Dialing Issue - Using Pulse]Advised customer to changs phone setting from tona to pulse. | 11/6/2008 TAS00}IL
) instead of Tone or Tone I This resolved customer's experence. PM
inpiand af Didoa
163904 1111612008 ]8:25:00 AM Service  |NA 11030 Accuracy of caph T ‘sharad leadback regarding y of caplions, GS|11/19/2000 R
Rep apologizad for incl and thanked for bringing|8:35:00 AM
their experience to our attention. Since customer did not have;
spaclfic examples, asked customer to document the date, time|
and CA# of any future calls to allow us lo take specific action
with tho CA captioning the call,
154277} 11/20/2009 | 1:45:00 PM Product NA 33110 Dialing Issus - Using PulseAdvised customer on how to change phone setling from tone t911/20/2009 KW
instead of Tone or Tone  Jpuise. 1:50:00 PM
—_— o instead of Pulse
154974]11/23/2008 [12:00:00 PM |Service NA 11030 Accuracy of captions C refe generalized captioning, CS  |12/3/2009 " |Mmo
Rep apalogized for incidence and thanked customer for 10:56:00 AM
feedback. Explained how captions are generated using voice
ition lechnology. Feedback as was
doournented Customer Service Representative suggested
customer document the dats, time and in particular the CA
ber of any future p calls in ordar that Customer
Service may forward call log data to Call Center for quality
contro! and to take specific action Withthe'CA captidning the
call,
155704]12/1/2008  §10:15:00 AM Eervica NA 11030 Aceuracy of capti Cust sharad feedback regarding of captions, CS|12/1/2009 MP
Rep apologized for incid and thanked for bringing|10:30:00 AM
their experience to our attention. CS suggested customer
documsnt the date, time and CA# of any future calis to allow u
ta {ake specific action with the CA captioning the call,
166711]12/1/2008  {10:15:00 AM Service NA 11010 Answering rachine [Shared tips with cust to help maximize success ¢f 121172009 MP
messags ratriaval lanswering machine message retdeval, such as holdingthe  |10:45:00 AM
handset at closer or further away from the answering machine
speaker,
156716]12/3/2008 _|6:00:00 AM Product  |NA [33110 Disling s - Using Pulse|AQvized cUSIomer 10 change phone Setang from pulse (0 1one, | 127372008 8:10:00[RC
instead of Tone or Tone  {This resolved customer's experience. Al
157415/ 12/972009  [9:26:00 AM Sarvice NA 11090 "[Service - General CSR advised customer who experfenced delay beyond the  §12/10/2008 KwW
norm In getting a captionist on 12/0/00 that the Captioning  [9:30:00 AM
Service is open 24 hours a day, seven days a week, including
holidays. CSR noted that on 12/9/09 the CapTel Cali Cenlers
were oparational, despite 8 15 inch blizzard and bus services
fled. The G declared a state of gency dus to
the storm. The centers were staffed with captionists, but the
walt timae for an operator may have been a little longer than
usual due lo these ci wes. CSR e dforthe
inconvenience. Customer noted gratitude at having service
desplte the unusual weather conditions,
158511]12/15/2008 4:15:00 PM Product NA 33110 Dialing Issus - Using PulsajAdvised customer to change phone setting from tone to pulse. [12/45/2009 —{ST
’ iinslaad of Tone or Tone | This resclved customer’s experience, 4:25:00 PM
16347041/45/2010  [11:55:00 AM Product NA 33070 Dialing/Setup - Dialing Customer's hafper reported inability lo use the CapTel phone if1/16/2010 JR
Prefix 2 hospital setting. CSR edvised proper programmlng cf dialing] 12:45:00 PM
prefix for outbound captioned calling. C thie adj
resolved customer's expariance.




Tracking # Date of

Complaint

Time of Call

8:40:00 AM

Agenty State

Program

PA PUC Docket No. M-2010-2182387

Agent# Category# Nature of Complaint

of Complaint

Dial Tone - Not heard

Explanation of Resolution or Status

Customer's nelghbor raported no dial tone. CSR advised a
physica! reset, This rasolved the customer's expenenoe

Date Resoived Rep.
Initiais

2/8/2010 8:45:00

167469/2/8/2010

1:00:00 PM

NA

Customar sharad k of cap on
har calls bul did not provide spec:f ic call data for us to
investigate and follow up with Call Center persannel. CSR
suggestad that if customer can provide us with the date, time
and CA# of any future calls this will allow us to take specific
action with the CA captioning the call. CSR thanked customer,
{for expressing her concem and customer acknowledged she
unidarstood what we naed for us to follow up, if customer
wishes. Customer has not provided any additional detall.

2010 11500 [MF |
PM

168562|2/152010

11:30:00 AM

Produst

NA

|33080

Dial Tone - Not heard

This resolved the customer's experience,

11:40:00 AM

17185113/3/2010

10:20:00 AM

Product

NA

33050

Diat Tone - Not heard

Customer's daughtar called referencing lack of dial tone on
CapTel 200, CSR advised parties to perform physical and
{electronic resetting of the phona and/or test phone at an
alternate wall jack. CSR offered to work with & third party at

s location, h R declined to further
troubleshoot at this ime.

Customer reported no dial tene. Tone. GOR advised a physieal resa1?!15/2010 JL

3/17/2010 9:30:00|MMo
AM

T7A961|312212010

15:30:00 PM

Product

NA

Dial Tone - Not heard

Customer's halper reported thal the CapTel phone is unable td
kplace outgolng captioned calls. CSR edwsed physical reset of
the CapTel, which resolved ¢L I

222010 SA5.00|KS
PM

1759933/20/2010

10:00:00 AM

{Product

Dlaling |ssua - Can't dial
out in caplion mode

Manager at customer's liing faci'lli'ly called and statad that
customer is unabla to make calls from her CapTel phons. CSH
advised the manager to parform &n slectmmc reset of tha

32012010
10:20:00 AM

CapTet phona. C this resol I's exf

17612043/28/2010

2:55:00 PM

[Froduct

{33080

Diafing Issue ~ Can't dial
aut in caption mode

Customars daughter reponisd Inabilly (o Oiel ouL, DUnng
troubl g, (he issue d itself and
confirmed successful outbound captioned cail.

3/29/2010 3:00:00fTJ
PM :

1775741712010

10:16:00 AM

Product

NA

33050

Dial Tone - Not heard

Customer’s daughter called and stated that thara was no digl
Hone on customer's CapTel phons, only a faint buzzing. CSR
advisad customer's daughier to perform a physical reset of the|

47712010 10:30:00[MP
AM

CapTel phone. Confirmed this resolved customer's

17774q4IBEO1O

8:15:00 AM

rS'ervica

NA

71030

Accuracy of captions

Cuslomer states they like their CapTel phone but sometimes
sha neads (0 “read between the lines.” CSR explained how

caplions are § d using volce ition and how word
jcorrections are inserted In brackets. CSR shared how words

14/8/2010 8:35.00 [MF
AM

that sound the seme could be_g; d. CSR

axamples of calls where she had difficulties with the accuracy of]
har captions.

that the customer document the CA#, dates, times, and specifip

179294]4/16/2010

4:20.00 PM

Product

Dial Tone - Nothsard

Customer reported no dial tone. C?R advised customer todo a
physical raset. Confirmed this resolved Issue.

4/16/2010 4:30:00[TY
PM

179026)4/21/2010

10:00:00 AM

Technical

DisconnaciReconnact
during calls

ClL r's fiend indicaled that she is i

di ions and intorference on CepTel captloned calls,

CSR sent customer information explaining the difference

b a CapTel and a traditional phone. Explained lo
t why di t might be ring and

sent email with tips to reduce their occurrence. Also advised

how the use of calf walling with a 1-L|ns CapTel phone can

to digcor

412412010 MF
10:25:00 AM

17989914/21/2010

5

12:45:00 PM

Product

33080

Dialing Issue - Can't dial
out in caplion mode

Customer's naphew called and stated they had had a bad storm
and now the CapTel has a lit up screen that is "frozen” In the

"Walting for Captions" moda. CSR advised customer to parforr|
a physical reset of the CapTel phone which rasolved the

472172010
12:50:00 PM

customer's experience.

1650046124/2010

9:00:00 AM

Product

Dial Tone - Not heard

C s there was no diaf tone onthe
CapTal, She performed a physical reset and issue was
resolved.

512412010 9:16:00{JL
AM




